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Introduction 

The  Commonwealth  of  Massachusetts  developed  the  health  insurance  counseling 
program  named  The  Serving  Health  Information  Needs  of  Elders  (SHINE)  Program  in 
1985  to  help  elders  make  informed  decisions  about  their  health  care  coverage  and  gain 
access  to  the  medical  care  they  need.  In  1990,  the  U.S.  Congress  created  a  national  Health 
Information,  Counseling  and  Assistance  (ICA)  Program  as  part  of  a  larger  Omnibus 
Budget  Reconciliation  Act  of  1990,  Public  Law  101-508.  Following  the  receipt  of  federal 
moneys  in  all  50  states,  the  District  of  Columbia,  the  Virgin  Islands  and  Puerto  Rico,  the 
programs  of  the  original  7  states  were  replicated  by  all  the  new  state  programs.  Of  the  53 
ICA  Programs,  two-thirds  are  operated  by  State  Units  on  Aging  and  the  remaining  one- 
third  operate  under  the  auspices  of  the  State  Insurance  Commission.  Paid  staff  oversee 
and  monitor  the  program  at  the  state  level. 

The  goals  of  the  SHINE  Program,  and  all  ICA  programs  across  the  country,  are  to: 


• 


• 


Educate  older  Americans  about  their  health  insurance  coverage  and  benefits, 
consumer  rights,  insurance  industry  performance,  and  consumer  safeguards. 

Provide  hands-on  advice  and  service  to  consumer  in  understanding  their  health 
insurance  coverage,  eligibility  for  programs. 

Protect  consumers  from  fraud,  misdirected  collection  agencies,  and  unlawful  or 
overzealous  providers. 

Empower  consumers  to  make  informed  decisions  concerning  health  insurance 
options,  exercising  appeal  and  grievance  rights,  and  recommending  system  reforms. 


Massachusetts  administers  the  program  regionally  through  partnerships  with  17  regional 
lead  agencies.  At  the  regional  level,  paid  Coordinators  supervise  a  corps  of 
compassionate,  committed  and  competent  peer  counselors  who  have  been  trained  and 
certified  to  assist  individuals  to  make  important  health  care  benefits  decisions.  Health 
insurance  counseling  services  are  provided  in  a  variety  of  community  settings,  including 
councils  on  aging,  area  agencies  on  aging,  hospitals,  libraries,  multi-service  centers, 
health  clinics,  and  church  association  buildings. 

As  of  1997,  there  are  17  Regional  SHINE  Programs  with  over  500  Health  Insurance 
Counselors  serving  Medicare  beneficiaries  and  elders  in  all  communities  of 
Massachusetts.  For  a  list  of  the  Regional  Lead  Agencies  and  Coordinators,  with  a  town 
by  town  index,  please  see  the  Appendix. 
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The  first  twelve  years  of  maturation  for  the  SHINE  Program  witnessed  many  stages  of 
growth,  such  as  developing  a  core  training  curriculum,  establishing  a  counselor  profile, 
building  local  networks  and  outreach  systems,  and  refining  the  program's  reporting  and 
quality  assurance  systems.  Through  the  years  of  incremental  change  and  improvement, 
many  individuals  shared  their  hearts,  souls  and  wisdom  with  us  as  we  sought  to  fully 
develop  a  program  that  can  achieve  its  goals  and  serve  the  citizens  of  the  Commonwealth 
with  distinction. 


SHINE  Program  Mission  Statement 


Mission  Statement  for  the  National  Association  of  Health  Insurance 
Information,  Counseling  and  Assistance  Programs 

We  ensure  that  health  care  consumers  have  a  competent,  committed  and 

compassionate  consumer-focused  network  of  staff  and  volunteers  who 

provide  accurate  and  objective  information  through  innovative  community 

programs  at  the  state  and  local  level. 

We  promote  fairness  and  quality,  and  empower  consumers  by  facilitating 

solutions  to  individual  and  systemic  health  benefits  problems. 


Need  For  A  Health  Insurance  Counseling  Program 

Many  elders  have  difficulty  understanding  the  complex  and  constantly  changing  health 
care  system.  As  a  result,  older  Americans  often  have  questions  about  health  insurance, 
but,  all  too  frequently,  have  limited  resources  to  obtain  objective  information  and 
assistance.  Many  elders  are  in  need  of  help  and  advice  in  deciding  what  kinds  of  benefits 
would  suit  their  needs,  the  amount  of  health  insurance  coverage  they  should  have,  and 
how  to  take  full  advantage  of  the  coverage  they  already  have.  With  many  insurance 
companies  specializing  in  selling  Medicare  Supplements,  long-term  Care  insurance,  and 
other  products  to  a  rapidly  growing  segment  of  the  older  adult  population,  and  with  the 
ever  changing  Medicare  system,  many  elders  are  confused  and  vulnerable.  Untold  dollars 
are  being  wasted  by  consumers  as  a  result  of  complex,  confusing,  or  inaccurate 
information  about  health  insurance  coverage,  claims  processing  and  beneficiary  rights. 
Although  the  financial  benefit  to  customers  is  significant,  the  non-financial  benefits  of 
access  to  information,  such  as  peace  of  mind  and  closure,  are  of  equal  importance. 

This  Annual  Report  represents  the  work  of  SHINE  Counselors  for  SFY  1996-1997. 
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PROGRAM  DESCRIPTION 

The  SHINE  Program  is  a  network  of  elder  volunteer  health  benefit  counselors  who  have 
been  trained  and  certified  by  the  Executive  Office  of  Elder  Affairs  to  provide  information, 
counseling  and  assistance  regarding  health  insurance  and  benefits  to  elders  and  their 
family  members.    The  counselors  meet  face  to  face  with  customers  in  Senior  Centers, 
Councils  on  Aging,  Area  Agencies  on  Aging,  Home  Care  Corporations,  community 
hospitals  and  many  other  community-based  sites.  Regional  Lead  Agencies  also  provide 
assistance  to  general  inquiries  via  the  telephone;  however,  if  an  issue  is  too  complicated 
for  the  telephone,  a  personal  interview  is  scheduled  with  a  local  counselor. 
Services  are  also  offered  in  the  home  for  those  individuals  who  are  homebound. 

Services 

The  Massachusetts  Executive  Office  of  Elder  Affairs  administers  the  Serving  Health 
Information  Needs  of  Elders  Program  with  funds  from  the  Councils  on  Aging  Formula 
Grant  and  a  grant  from  the  Health  Care  Financing  Administration  (HCFA)  under  the 
Health  Insurance  Counseling  and  Assistance  Grant  Program.  At  the  regional  level,  17 
Lead  Agencies,  both  COA's  and  AAA's,  work  in  partnership  with  over  400  Member 
Agencies,  including  Councils  on  Aging,  hospitals,  libraries,  health  clinics,  home  care 
corporations,  churches  and  multi-service  centers.  The  combined  grant  amounts  for  SFY 
96-97  totaled  $371,200. 


The  three  primary  services  provided  by  the  SHINE  Program  are: 

•  one  on  one  counseling  and  informal  advocacy 

•  community  education  about  health  insurance  options 

•  referrals 

These  services  are  made  available  to  all  Medicare  beneficiaries. 

The  Executive  Office  of  Elder  Affairs  oversees  the  SHINE  Program  and  provides 
ongoing  support,  technical  assistance,  supervision  and  training  to  all  SHINE  staff  and 
volunteers. 

Volunteers  And  Training 

Elder  Affairs  SHINE  staff  train  counselors  with  a  7  session  certification  training. 
Thereafter,  Regional  Coordinators  provide  ongoing  supervision  and  assistance  on  cases, 
and  meet  to  give  monthly  updates  and  training  exercises  to  counselors.  Counselors  report 
their  work  and  problems  to  the  Regional  Coordinator  who  is  responsible  for  supervising 
and  monitoring  their  work. 
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Topics  covered  in  the  initial  training  are  Medicare,  Claims  Processing  and  Appeals, 
Medigap,  Managed  Care,  Public  Benefits,  Long  Term  Care  Insurance  and  Counseling 
Skills.    At  the  completion  of  training,  volunteers  must  complete  a  20  page  written  exam. 
Individuals  who  successfully  pass  the  exam  are  certified  as  SHINE  Volunteer  counselors. 

During  SFY  1996-1997,  Elder  Affairs  SHINE  staff  conducted  6  Regional  training 
sessions  throughout  the  state.  152  volunteers  were  certified  to  be  new  SHINE  counselors 
in  1996-1997,  raising  the  total  number  of  certified  counselors  to  500  statewide. 
Certification  training  for  new  counselors  is  scheduled  annually  for  the  Regional  Programs 
according  to  need. 

Organizational  Structure  For  SHINE  Program 

Executive  Office  Of  Elder  Affairs 

•  Staff  SHINE  with  2  FTEs:  Director  and  Specialist 

•  Administers  grants  to  Regional  Lead  SHINE  Agencies. 

•  Provides  training  and  technical  assistance. 

•  Conducts  outreach. 

•  Maintains  supportive  network  with  state  and  federal  agencies,  health  care 
provider  associations,  health  care  organizations,  insurance  company 
representatives,  and  Medicare  contractors. 

•  Implements  operational  guidelines  and  procedures. 

•  Supervises  operation  of  17  Regional  Programs. 

•  Evaluates  program  performance. 

17  Lead  Agencies 

•  Provide  coordination,  maintenance,  and  supervision  of  program  operations  at 
the  regional  level. 

•  Arrange  for  ongoing  training  for  counselors. 

•  Provide  supervision,  support,  and  technical  assistance  to  counselors. 

•  Develop  with  member  agencies  a  Regional  SHINE  Work  Plan  and  provides 
updates  to  member  agencies  on  yearly  progress. 


Regional  Lead  Agencies  of  SHINE  Program: 

1 .  Elder  Services  of  Berkshire  County 

2.  Franklin  County  Home  Care 

3.  Springfield  Council  on  Aging 

4.  Central  Mass  Agency  on  Aging 

5.  Bay  Path  Community  &  Home  Services 

6.  Health  and  Social  Services  Consortium 

7.  Dan  vers  Council  on  Aging 

8.  Minuteman  Home  Care 
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9.  Merrimack  Valley  Elder  Services 

10.  Mystic  Valley  Elder  Services. 

1 1 .  Needham  Council  on  Aging 

12.  Quincy  Council  on  Aging 

13.  Boston  Commission  on  Affairs  of  the  Elderly 

14.  Chatham  Council  on  Aging 

15.  Middleboro  Council  on  Aging 

16.  Attleboro  Council  on  Aging 

17.  Coastline  Elder  Services 

400+  Member  Agencies 

•  Provide  space,  equipment  and  supplies  to  support  counselors  functioning 
within  their  agencies. 

•  Assist  with  recruitment  of  volunteers 

•  Provide  suitable  space  to  assure  privacy  when  counselor  is  serving  clients 

•  Make  provisions  for  scheduling  of  appointments  with  counselors  at  local 
office  sites. 

•  Host  informational  forum  related  to  health  care  options  and  health  insurance. 

•  Continuously  publicize  the  availability  of  the  health  insurance  counseling  and    . 
assistance  services  of  their  regional  SHINE  Program 

17  Regional  Coordinators  4 

•  Recruit  volunteers 

•  Provide  technical  assistance  to  counselors 

•  Supervise  counselors. 

•  Collect  and  report  on  counseling  and  program  activities. 

•  Develop  and  implement  Annual  Work  Plan  for  outreach,  recruitment, 
supervision,  quality  assurance  and  training  goals. 

•  Coordinate  local  program  publicity. 

•  Provide  ongoing  training  to  counselors. 


500+  Volunteer  SHINE  Counselors 

•  Successfully  complete  certification  training 

•  Commitment  to  assisting  Medicare  beneficiaries 

•  Provide  competent  and  compassionate  service  by  providing  accurate  and 
unbiased  information,  counseling  and  assistance  to  elders,  Medicare 
beneficiaries  and  their  caregivers. 
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Performance  Outcomes 

Volunteers:  Training  and  Counseling  Hours 

Presently,  there  are  500  certified  SHINE  volunteer  counselors  throughout  the  state.  These 
volunteers  provide  one  on  one  counseling  and  assistance  services  to  Medicare 
beneficiaries,  regardless  of  age,  senior  citizens,  or  their  caregivers.  SHINE  Counselors 
commit  at  least  4  hours  per  week  in  counseling  and  attend  mandatory  monthly  training 
sessions  to  keep  up  to  date  on  health  insurance  options  and  counseling  guidelines. 

During  SFY  1996-1997,  SHINE  Counselors  contributed  an  estimated  120,000  total  hours 
toward  assisting  elders  and  Medicare  beneficiaries  in  Massachusetts.  Of  the  total  hours 
contributed,  approximately  99,600  hours  were  spent  in  direct  counseling  and  20,400 
hours  were  spent  in  training  and  completing  reporting  requirements.  (See  Chart  #1) 

Chart  #1  Counseling  Hours  SFY  1996-97 
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Customers  Served  By  Program 

SHINE  Staff  ask  each  Customer  (client)  if  they  are  a  "New  or  "Repeat"  customer.  "New" 
customers  are  any  individuals  who  have  not  yet  received  SHINE  information,  counseling 
or  assistance  services  during  the  current  State  Fiscal  Year  (July  1  -  June  30).    "Repeat" 
customers  are  those  who  have  received  services  previously  during  the  same  State  Fiscal 
Year  and  have  returned  for  assistance  on  a  new  problem.  During  SFY  1996-1997, 
32,582  customers  received  individualized  counseling  and  assistance  from  a  SHINE 
Counselor;  29,508  were  New  Customers  and  3,074  were  Repeat  Customers. 

Chart  #2  Customers  Served  During  SFY  1996-97 

Total  Customers  =  32,582 
New  Customers  =  29,508 
Repeat  Customers  =  3,074 


CUSTOMERS  SERVED 

REPEAT 
9% 

NEW 

91% 

®NEW 
■  REPEAT 

Average  Hours  per  Customer  =  3.05  Hours 
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Counseling  Needs  /  Health  Insurance  Information  and  Assistance 
Provided 

"Counseling  Needs"  are  the  problem  areas  which  consumers  needed  help  with  from  a 
SHINE  Counselor.  The  chart  below  shows  a  graphic  of  the  major  categories  of  need; 
these  counseling  areas  are  defined  below,  immediately  after  Chart  #3. 

SHINE  Counselors  help  elders  with  a  wide  range  of  health  insurance  issues,  including  but 
not  limited  to  helping  elders  to  understand  what  Medicare  covers,  how  retiree  plans  and 
Medigap  or  Medicare  HMO  plans  work  with  Medicare,  how  to  decide  which  Medigap, 
Medicare  HMO,  or  long  term  care  policy  they  should  buy,  or  how  to  apply  for  public 
benefits.  Or,  once  elders  are  insured,  SHINE  Counselors  may  teach  or  assist  individuals 
on  filing  claims  for  reimbursement,  coordinating  applying  for  free  care  or  prescription 
benefits,  learning  how  to  navigate  the  pre-authorization  system  of  managed  care 
organizations,  or  exercising  their  Medicare  appeal  rights  in  the  managed  care  and  fee-for- 
service  systems  of  health  care. 


Chart  #3  Customer  Counseling  Needs  (  Number  of  Cases  ver  Health  Insurance  Topic) 


COUNSELING  NEEDS 


■  MEDICARE 

■  MEDIGAP 

□  MANAGED  CARE 
EMEDICAD 

■  FREERX 
SSSI 

■  MISC 


Counseling  Needs  Defined: 

Medicare  Counseling-  8,750.    These  counseling  needs  include  individuals  who  need 
information  on  Medicare,  appeals  for  denials  of  coverage,  how  to  read  and  handle  an 
Explanation  of  Medicare  Benefits  (EOMB),  and  individuals  needing  assistance  with 
organizing  medical  bills  and  EOMB's,  learning  about  gaps  in  Medicare  coverage,  and 
how  to  raise  quality  of  care  concerns. 

Medicare  Supplement  Insurance  -  8,561 .    Counseling  needs  consist  of  comparisons  of 
Medicare  Supplement  Insurance,  assistance  with  Medicare  supplement  billing  claims, 
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reduction  in  coverage  or  cancellation  of  a  Medicare  supplement  policies,  and  help 
appealing  payment  denials. 

Managed  Care  -  8,401.  Counseling  needs  center  around  how  the  managed  care  system 
works.  The  majority  of  calls  were  from  individuals  who  wanted  more  information  on 
Medicare  managed  care  plans.  Other  issues  include  appealing  denials  for  payment  and 
disenrolling  from  a  managed  care  plan. 

Medicaid  -  3,537.  Counseling  needs  include  learning  eligibility  criteria  for  community 
Medicaid,  QMB,  and  SLMB  programs,  assisting  with  the  application  process,  and  with 
the  gathering  of  required  documentation.  Counselors  also  helped  customers  with  denials 
for  Medicaid. 

Free  Prescription  -  2,003.  This  category  includes  the  Indigent  Patient  Program  and  the 
Senior  Pharmacy  Program.  Assistance  involved  helping  individuals  evaluate  options  for 
securing  drug  coverage,  completing  applications,  and  explaining  benefits.  Beginning  in 
SFY  97-98,  SHINE  counselors  will  count  these  two  programs  separately. 

SSI  -  475.  SHINE  Counselors  explain  income  and  asset  guidelines  for  SSI,  start  the 
process  for  some  individuals,  help  with  explaining  the  document  verification  process,  and 
assist  clients  working  with  local  Social  Security  Offices  in  their  community  for 
completing  the  application  process. 

Miscellaneous  -  855.    Miscellaneous  counseling  needs  include  providing  information  or 
assistance  with  applications  for  Food  Stamps,  Fuel  Assistance,  Hospital  Free  Care  and 
gaining  necessary  medical  care  from  other  free  and  discount  health  service  programs 
(e.g.,  free  eye  screens,  free  mammography  screens,  etc.). 
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Financial  Savings  For  Customers 

During  SFY  1996-97  the  SHINE  Program  saved  $1,177,725  on  behalf  of  customers 
statewide.     Chart  #4  below  shows  the  topics  and  savings  realized  through  Public 
Benefits  application  by  customers.  There  are  seven  major  categories  of  savings  to 
customers;  these  are  defined  immediately  below  Chart  #4  and  Chart  #5. 

Chart  #4  Dollars  Saved  Through  Counseling  About  Public  Benefits  =  $418,104 
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Chart  #5  Savings  due  to  Insurance  Cancellation,  Insurance  Premium  Reduction, 
Medical  Claims/ Appeals  =  $759,621 


SAVINGS-INSURANCE  CANCELLATIONS,  REDUCTIONS,  MEDICAL 

CLAIMS/APPEALS 
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There  seven  major  categories  of  savings  to  customers: 

1 .    The  first  category,  Medicaid  represents  the  dollars  saved  by  qualifying  customers  for 
Community  Medicaid,  QMB,  or  SLMB.  Assistance  includes  explaining  income  and 
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asset  guidelines,  verification  documents  process,  and  assisting  with  the  completion  of 
the  application.  Total  savings  to  customers  was  $146,462. 

2.  The  second  category  Free  RX  represents  acquiring  medications  from  either  the 
Indigent  Patient  Program  or  the  Senior  Pharmacy  Program.  Assistance  includes 
explaining  each  program's  income  and  asset  guidelines  and  application  process,  and 
providing  help  securing  the  applications  or  physician  letters  and  competing  the 
application  process.  Total  savings  to  customers  was  $125,844. 

3.  The  third  category  SSI-Supplemental  Security  Income  represents  assisting  customers 
with  identifying  their  eligibility  for  SSI  and  connecting  customers  to  the  Social 
Security  Office  for  final  application  completion.  Total  savings  to  customers  was 

$53,244. 

4.  The  fourth  category  is  Miscellaneous  which  includes  helping  with  Food  Stamp,  Fuel 
Assistance,  or  Hospital  Free  Care  applications,  and  taking  advantage  of  other  low  cost 
and  free  health  services.  Total  savings  to  customers  was  $92,554. 

5.  The  fifth  category  is  Insurance  Cancellation.  This  category  captures  savings  for 
customers  who  canceled  insurance  policies  which  were  providing  duplicate  coverage. 
Total  savings  to  customers  was  $353,451. 

6.  The  sixth  category  is  Insurance  Premium  Reduction.  This  category  represents 
customers  who  downgraded  current  Medigap  coverage  or  canceled  their  Medigap 
coverage  and  switched  to  a  Medicare  HMO  with  outpatient  prescription  drug 
coverage.  Often,  individuals  in  this  group  were  paying  for  outpatient  prescription 
coverage  which  was  not  necessarily  needed  based  upon  their  historical  use  of 
outpatient  drugs.  The  total  financial  savings  in  this  category  was  $319,059. 

7.  The  seventh  category  is  Claims  Processing  and  Appeals.  This  category  covers 
assistance  given  to  customers  with  filling  out  claim  forms  for  medical  care  and 
prescription  medications.    It  also  covers  assistance  given  with  the  appeals  process. 
Total  savings  to  customers  was  $87,1 1 1. 

This  Annual  Report  represents  the  exceptional  work  of  the  500  SHINE  volunteer 
counselors  for  the  State  Fiscal  Year  1996-1997.  As  this  report  details,  SHINE  volunteer 
counselors  assisted  32,582  Massachusetts  citizens  regarding  Medicare,  Medigap,  HMO's, 
Appeals,  and  Public  Benefits.  These  services  resulted  in  a  savings  of  $1,177,725  dollars. 

In  the  coming  years  the  SHINE  Program  will  continue  to  be  committed  to  providing 
information  and  assistance  to  Medicare  beneficiaries  regarding  their  options  and  rights  in 
the  ever-changing  health  insurance  arena. 
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Outreach 

Newspaper  Articles,  Public  Presentations,  Community  Forums  and  Cable/Radio 
Public  Service  Announcements  and  Interviews 

Regional  SHINE  Coordinators  and  volunteer  SHINE  Counselors  perform  a  wide  variety 
of  outreach  functions  at  the  local  and  regional  levels.  SHINE  Staff  develop  news  stories 
for  local  newspapers  and  Councils  on  Aging  newsletters,  make  formal  presentations  in 
public  forums,  and  appear  on  local  cable  access  shows  continuously  in  all  areas  of  the 
State.  Additionally,  SHINE  Coordinators  frequently  sponsor  community  educational 
events  where  a  panel  of  experts  discuss  health  care  issues  of  the  day.  Also,  SHINE  staff 
attend  health  fairs  and  participate  in  regional  health  care  conferences. 

Publications 

To  assist  Massachusetts'  Medicare  beneficiaries,  the  SHINE  Program  has  developed  and 
published  A  Guide  to  Health  Insurance  CHOICES.  This  publication  gives  important 
information  on  what  a  Medicare  Supplement  is,  what  a  Medicare  HMO  is  and  how  they 
differ  from  a  Medicare  Supplement  insurance.  It  also  gives  information  on  Long  Term 
Care  Insurance  and  Medicaid.  This  is  a  valuable  tool  for  both  professionals  and 
consumers.  This  publication  is  available  through  all  Regional  SHINE  Programs,  the 
Executive  Office  of  Elder  Affairs,  individual  counselors,  and  in  public  libraries 
throughout  the  state. 

The  SHINE  Program  has  also  developed  and  published  A  Massachusetts  Guide  to 
Medicare  and  Medicare  HMO  APPEALS.  This  publication  provides  step-by-step 
information  on  the  appeals  process.  The  booklet  is  available  through  the  Executive 
Office  of  Elder  Affairs,  the  Regional  SHINE  Programs,  and  at  public  libraries  throughout 
the  state. 


Case  Studies 

1 .  An  elderly  gentleman  visited  the  SHINE  Counselor  at  his  local  Senior  Drop-In 

Center.  He  was  having  difficulty  paying  for  his  Medicare  Supplement  insurance  and 
wanted  to  know  what  other  options  were  available  to  him.  After  reviewing  the  client's 
coverage  and  asking  some  questions,  the  counselor  discovered  that  the  client  was  paying 
for  Supplement  II  and  was  only  spending  approximately  $400.00  per  year  on  medication. 
The  counselor  discussed  the  option  of  down-grading  to  the  Supplement  I  and  purchasing 
his  own  prescription.  The  difference  in  cost  was  a  savings  to  the  elder  of  $100.00  per 
month. 


Serving  Health  Information  Needs  of  Elders  SFY  1996-1997  Annual  Report 

Executive  Office  of  Elder  Affairs  Page  1 3 


2.  A  SHINE  counselor  received  a  call  from  the  local  Home  Care  Corporation 

regarding  a  client  of  theirs  who  needed  assistance  with  her  medication  costs.  The 
counselor  went  to  her  home  (she  was  homebound)  and  asked  what  insurance  she  had. 
After  looking  over  the  policy  the  counselor  informed  the  woman  that  she  had  prescription 
coverage  with  her  insurance.    The  counselor  learned  that  she  had  never  filed  a  claim  for 
the  prescription  reimbursement.  After  talking  to  the  insurance  company  on  her  behalf, 
the  counselor  was  told  that  the  elder  could  go  back  two  years  and  be  reimbursed  for  her 
prescription  expenses.  The  counselor  suggested  that  perhaps  it  would  be  easier  if  the 
elder  used  the  mail  in  prescription  option  offered  by  the  plan.  Claim  forms  were  sent  to 
the  elder  and  the  counselor  assisted  with  filling  them  out.  Several  weeks  later  the  elder 
called  the  counselor  to  report  the  she  had  received  a  check  for  $2205.00. 


3.  A  SHINE  counselor  received  a  call  from  a  an  elderly  woman  who  was  very  upset 
regarding  medical  bills  she  had  received  and  could  not  pay.  The  counselor  scheduled  an 
appointment  and  went  to  her  home.  The  woman  explained  that  her  husband  had  passed 
away  6  months  ago  and  she  has  been  receiving  bills  from  the  hospital  and  the  doctors. 
She  was  concerned  that  she  would  be  sent  to  jail  if  she  did  not  pay  them.  The  counselor 
reassured  her  that  this  would  not  happen,  and  asked  to  see  the  bills.  After  putting  the  bills 
in  order  with  the  matching  EOMB's,  the  counselor  ascertained  that  the  total  bills  owed 
amounted  to  $3500.00.  The  woman  explained  that  her  husband  had  no  other  insurance 
and  she  did  not  have  the  money  to  pay  these  bills.  The  counselor  helped  with  filling  out  a 
free  care  application  which  eliminated  the  hospital  bill.  The  counselor  then  asked  if  he 
could  contact  legal  services  on  her  behalf  to  find  out  if  she  was  responsible  for  her 
deceased  husband's  bills.  After  the  elder  met  with  legal  services,  letters  were  written  to 
all  the  doctors  and  the  elder  did  not  receive  any  more  bills.  The  counselor  also  assisted 
the  woman  in  applying  for  Medicaid  for  herself  since  she  had  limited  income  and  no 
insurance  other  than  Medicare. 

4.  An  elderly  gentleman  contacted  a  SHINE  counselor  regarding  his  supplement 
insurance.  He  said  that  he  could  not  afford  it  any  more,  and  that  he  wanted  information 
on  HMO's.  The  counselor  reviewed  the  Medigap  policy  and  the  elder's  prescription 
needs.  The  elder  took  no  medication  and  was  in  good  health.  The  counselor  explained 
HMO's  to  the  elder  and  what  plans  were  available  in  his  geographic  area.  The  gentleman 
decided  to  go  with  a  zero  premium  HMO  which  resulted  in  a  savings  of  $900.00  per  year. 
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APPENDIX 


Serving  Health  Information  Needs  of  Elders  (SHINE)  Program 

The  SHINE  Program  is  the  health  insurance  counseling  program  for  senior  citizens  and 
Medicare  beneficiaries  in  Massachusetts  administered  by  the  Executive  Office  of  Elder  Affairs. 


Shipping  and  Mailing  Addresses,  Telephone  and  Fax  Numbers 


Mary  Kay  Browne,  SHINE  Director 
Marion  Aspinall,  SHINE  Specialist 

Serving  Health  Information  Needs  of  Elders  Program 
Executive  Office  of  Elder  Affairs 
1  Ashburton  Place,  5th  Floor 
Boston,  MA  021 08-1 51 8 


617-222-9435 

617-222-9436 

TTY     800-872-0166 


FAX 


800-882-2003 
617-727-9368 


Regional  Program  Area  Numbers,  Coordinators  And  Telephone  Numbers 


WESTERN  MASSACHUSETTS 


AREA1 
BERKSHIRE  CO. 


Martha  Seymour 

Elder  Services  of  Berkshire  County 
66  Wendell  Avenue 
Pittsfield,  MA  01201 


413-499-0524 

800-957-3557 


r 


AREA  2 

FRANKLIN  &  HAMPSHIRE 

COUNTIES 


Kristen  Hershberger 

Franklin  County  Home  Care 
330  Montague  City  Road 
Turners  Falls,  MA  01376 


413-773-5555 

800-498-4232 


AREA  3 

HAMPDEN  COUNTY 
Springfield  COA 


Gail  Noe 

Office  of  the  Golden  Agers 
45  East  Court  Street 
Springfield,  MA  01103 


413-827-7649 

800-307-4463 

413-787-6860  fax 
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AREA  4 

WORCESTER  COUNTY 
CENTRAL  MASS 


AREA  5 

BAYPATH 

Framingham 


CENTRAL  MASSACHUETTS 


Kerri  Sandberg 

Central  Mass  Agency  On  Aging 
360  West  Boylston  Street 
West  Boylston,  MA  01583 


Pam  LeFrancois 

BayPath  Elder  Services 
352  Turnpike  Road 
Southboro,  MA  01772 


800-244-3032 

508-852-5539 

508-852-5425  fax 


800-287-7284 


508-480-8375  fax 


AREA  6 

HESSCO 

Foxboro 


Peggy  McDonough 

Health  and  Social  Services 
Consortium,  Inc. 
1  Merchant  Street 
Sharon,  MA  02067 


617-784-4944 

800-462-5221 


617-784-4922  fax 


NORTHEASTERN  MASSAHCUSETTS 


AREA  7 
DANVERS 
NORTH  SHORE 


Sara  Bronstein 

Danvers  COA 
12  Sylvan  Street 
Danvers,  MA  01923 


800-598-1122 

508-762-0208 

508-777-5418  fax 


AREA  8 

MINUTEMAN  and 
Cambridge  &  Somerville 


AREA  9 

MERRIMACK  VALLEY 
Lawrence/Lowell 


Cynthia  Phillips 

Minuteman  Home  Care 
24  Third  Avenue 
Burlington,  MA  01803 


Francesca  Yelton 

Elder  Services  of  Merrimack  Valley 
360  Merrimack  Street,  Bldg.  5 
Lawrence,  MA  01843 


617-272-7177 

508-263-8720 

617-229-6190  fax 


508-683-7747 

800-892-0890 

508-687-1067  fax 
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EASTERN  MASSACHSEUTTS 


AREA  10 

MYSTIC  VALLEY  & 
Chelsea,  Revere, 
Winthrop 


Holly  Kisler 

Mystic  Valley  Elder  Services 
300  Commercial  Street 
19  Riverview  Business  Park 
Maiden,  MA  02148 


617-324-7705 


617-324-1369  fax 


AREA  1 1 
NEEDHAM 
West  Suburban 


Maura  Walsh 

Needham  COA 
83  Pickering  St. 
Needham,  MA  02192-3122 


617-964-5009 


fax  -  same 


AREA  12 
SOUTH  SHORE 
Quincy 


AREA  13 
BOSTON 


Jane  Mudge 

Quincy  COA 
Squantum  Gardens 
83  Saratoga  Street 
Quincy,  MA  02171 


SHINE  Counselors/Community 
Service  Advocates 

Commission  on  Affairs  of  the  Elderly 
Boston  City  Hall,  Room  806 
Boston,  MA  02201 


617-376-1247 


fax -617-376-1248 


617-635-3995 


617-635-3213  fax 


.-«**y 
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SOUTHEASTERN  MASSACHUSETTS 


AREA  14 

MARTHA'S  VINEYARD 


Beth  Fletcher 

Chatham  COA 

193  Stoney  Hill  Road 

Chatham,  MA  02633 


800-334-9999 


508-945-5198  fax 


AREA  15 

PLYMOUTH  COUNTY 
Middleborough  COA 


AREA  16 
ATTLEBORO 


Andrea  Priest 

Middleborough  COA 
558  Plymouth  Street 
Middleborough,  MA  02346 


Lisa  Sarkis 

Attleboro  COA 
Rev.  Larson  Senior  Center 
25  So.  Main  Street 
Attleboro,  MA  02703 


800-231-1155 

508-946-2490 

fax  -  508-946-2489 


800-987-2510 

508-222-1399 


508-222-3046  fax 


AREA  17 

COASTLINE  ELDER  SERVICES 

Greater  New  Bedford  Carolyn  Avery 

Coastline  Elderly  Services. 
1646  Purchase  St. 
New  Bedford,  MA  02740 


508-999-6400 


508-993-6510  fax 


AREA  18 
CAPE  COD 


Beth  Fletcher 

Chatham  COA 

193  Stoney  Hill  Road 

Chatham,  MA  02633 


800-334-9999 

508-945-5190 

508-945-5198  fax 


12-1-97 

doc=forms/maillist 
related=rxtele 
related=exdirlst 


SHINE  Program 

Mailing  and  Shipping,  Telephone  and  Fax  Staff  Listing 


12/04/97 


4 


SHINE  PROGRAM 
INDEX  OF  AREA  NUMBERS  AND  TOWNS 

(Find  the  city  you  live  in  and  its  area.  Then  look  up  the  Regional  SHINE  Program  from  the  list.) 


Area  i    Citv  /  Town 

15 

Abington 

08 

Acton 

17 

Acushnet 

01 

Adams 

03 

Agawam 

01 

Alford 

13 

AUston 

09 

Amesbury 

02 

Amherst 

09 

Andover 

08 

Arlington 

04 

Ashburnham 

04 

Ashby 

02 

Ashfield 

05 

Ashland 

02 

Athol 

16 

Attleboro 

04 

Auburn 

06 

Avon 

04 

Ayer 

18 

Barnstable 

04 

Barre 

01 

Becket 

08 

Bedford 

02 

Belchertown 

04 

Rfllingham 

11 

Belmont 

16 

Berkley 

04 

Berlin 

02 

Bernardston 

07 

Beverly 

09 

Billerica 

04 

Blackstone 

03 

Blandford 

13 

Boston 

18 

Bourne 

09 

Boxboro 

08 

Boxborough 

04 

Boylston 

12 

Brain  tree 

18 

Brewster 

15 

Bridgewater 

13 

Brighton 

15 

Brockton 

04 

Brookfield 

11 

Brookline 

Area#    Citv  /  Town 

Area#   Citv  /Town 

02 

Buckland 

18 

Eastham 

08 

Burlington 

02 

Easthampton 

06 

Easton 

08 

Cambridge 

14 

Edgartown 

06 

Canton 

01 

Egremont 

08 

Carlisle 

02 

Erring 

15 

Carver 

07 

Essex 

18 

Centerville 

10 

Everett 

02 

Charlemont 

13 

Charlestown 

17 

Fairhaven 

04 

Charlton 

16 

Fall  River 

18 

Chatham 

18 

Falmouth 

09 

Chelmsford 

04 

Fhchburg 

10 

Chelsea 

02 

Florence 

01 

Cheshire 

01 

Florida 

03 

Chester 

06 

Foxboro 

02 

Chesterfield 

05 

Framingham 

03 

Chicopee 

04 

Franklin 

14 

Chilmark 

16 

Freetown 

01 

Clarksburg 

04 

Clinton 

04 

Gardner 

12 

Cohasset 

14 

Gay  Head 

02 

Colrain 

09 

Georgetown 

08 

Concord 

02 

GUI 

02 

Conway 

07 

Gloucester 

02 

Cummington 

02 

Goshen 

17 

Gosnold 

01 

Dalton 

04 

Grafton 

07 

Danvers 

02 

Granby 

17 

Dartmouth 

03 

Granville 

11 

Dedham 

01 

Gr.  Barrington 

02 

Deerfield 

02 

Greenfield 

18 

Dennis 

04 

Groton 

16 

Dighton 

09 

Groveland 

13 

Dorchester 

04 

Douglas 

02 

Hadley 

11 

Dover 

15 

Halifax 

09 

Dracut 

07 

Hamilton 

04 

Dudley 

03 

Hampden 

09 

Dunstable 

01 

Hancock 

12 

Duxbury 

15 

Hanover 

15 

Hanson 

13 

East  Boston 

04 

Hardwick 

15 

E.  Bridgewater 

08 

Harvard 

04 

E.  Brookfield 

18 

Harwich 

03 

E.  Longmeadow 

02 

Hatfield 

15 

East  Wareham 

09 

Haverhill 

02 

Hawley 

02 

Haydenvflle 

02 

Heath 

12 

Hingham 

01 

Hinsdale 

12 

Holbrook 

04 

Holden 

05 

Holliston 

03 

Holyoke 

04 

Hopedale 

05 

Hopkinton 

04 

Hubbardston 

05 

Hudson 

12 

Hull 

02 

Huntington 

18 

Hyannis 

13 

Hyde  Park 

07 

Ipswich 

13 

Jamaica  Plain 

15 

Kingston            j 

15 

Lakeville 

04 

Lancaster 

01 

Lanesborough 

09 

Lawrence 

01 

Lee 

02 

Leeds 

04 

Leicester 

01 

Lenox 

04 

Leominster 

02 

Leverett 

11 

Lexington 

02 

Leyden 

11 

Lincoln 

08 

Littleton 

03 

Longmeadow 

09 

Lowell 

03 

Ludlow 

04 

Lunenburg 

07 

Lynn 

07 

Lynnfield 

10 

Maiden 

07 

Manchester 

16 

Mansfield 

07 

Marblehead 

Area*    Citv  /  Town 

Area#  City /Town 

17 

Marion 

02 

Northfield 

35 

Marlborough 

16 

Norton 

12 

Marshfield 

12 

Norwell 

14 

Martha's  Viney. 

06 

Norwood 

18 

Mashpee 

13 

Mattapan 

14 

Oak  Bluffs 

17 

Mattapoisett 

04 

Oakham 

08 

Maynard 

02 

Orange 

06 

Medfield 

18 

Orleans 

10 

Medford 

01 

Otis 

04 

Medway 

04 

Oxford 

07 

Melrose 

04 

Mendon 

03 

Palmer 

09 

Merrimack 

04 

Paxton 

09 

Methuen 

07 

Peabody 

15 

Middleborough 

02 

Pelham 

02 

Middlefield 

15 

Pembroke 

07 

Middleton 

04 

Pepperell 

04 

Milford 

01 

Peru 

04 

MUlbury 

02 

Petersham 

02 

Millers  Falls 

02 

Phillipston 

04 

Milleville 

01 

Pittsfield 

06 

Millis 

02 

Plainfleld 

12 

Milton 

06 

Plainville 

02 

Monroe 

15 

Plymouth 

*     3 

Monson 

18 

Pocasset 

>2 

Montague 

18 

Provincetown 

01 

Monterey 

03 

Montgomery 

12 

Quincy 

01 

Mt.  Washington 

12 

Randolph 

07 

Nahant 

16 

Rayham 

18 

Nantucket 

07 

Reading 

05 

Natick 

16 

Rehoboth 

11 

Needham 

10 

Revere 

01 

New  Ashford 

01 

Richmond 

17 

New  Bedford 

17 

Rochester 

04 

New  Braintree 

15 

Rockland 

01 

New  Marlborou. 

07 

Rockport 

02 

New  Salem 

13 

Roslindale 

09 

Newburyport 

02 

Rowe 

11 

Newton 

09 

Rowley 

01 

North  Adams 

13 

Roxbury 

09 

North  Andover 

02 

Royalston 

16 

North  Attleboro 

03 

Russell 

04 

N.  Brookfield 

04 

Rutland 

18 

North  Chatham 

16 

North  Dighton 

07 

Salem 

10 

North  Reading 

09 

Salisbury 

02 

Northampton 

01 

Sandisfield 

05 

Northborough 

18 

Sandwich 

1 

Northbridge 

07 

Saugus 

Anal  City /Town 

01    Savoy 
12     Sdtuate 
16    Seekonk 
06    Sharon 

01  Sheffield 

02  Shelburne 
05          Sherborn 
04  Shirley 

04  Shrewsbury 
02  Shutesbury 

02  South  Deerfield 

16  Somerset 
08  Somervffle 
13  South  Boston 
12  South  Braintree 

17  So.  Dartmouth 
02  South  Hadley 

02  Southampton 

05  Southborough 
04  Southbridge 

03  Southwick 

04  Spencer 

03  Springfield 

04  Sterling 

01  Stockbridge 
10  Stoneham 

06  Stoughton 

08  Stow 

04  Sturbridge 

05  Sudbury 

02  Sunderland 
04  Sutton 

07  Swampscott 
16  Swansea 

16  Taunton 

04  Templeton 

09  Tewskbury 
14  Tisbury 

03  Tolland 
07  Topsfield 

04  Townsend 
18  Truro 

02  Turners  Falls 

09  Tyngsborough 

01  Tyringham 

04  Upton 

04  Uxbridge 

07  Wakefield 

06  Walpole 


11 

Waltham 

02 

Ware 

15 

Wareham 

04 

Warren 

02 

Warwick 

01 

Washington 

11 

Watertown 

05 

Wayland 

04 

Webster 

05 

Wellesley 

18 

Wellfleet 

02 

Wendall 

07 

Wenham 

04 

West  Boylston 

15 

W.  Bridgewater 

04 

West  Brookfield 

09 

West  Newbury 

13 

West  Roxbury 

03 

W.  Springfield 

01 

W.  Stockbridge 

14 

West  Tisbury 

18 

West  Yarmouth 

05 

Westborough 

03 

Westfield 

09 

Westford 

02 

Westhampton 

04 

Westminster 

11 

Weston 

16 

Westport 

06 

Westwood 

12 

Weymouth 

02     . 

Whately 

04 

Whitinsville 

15 

Whitman 

03 

WObraham 

02 

Williamsburg 

01 

Williamstown 

08 

Wilmington 

04 

Winchendon 

08 

Winchester 

01 

Windsor 

10 

Winthrop 

08 

Woburn 

04 

Worcester 

02 

Wortbington 

06 

Wrentham 

18 

Yarmouth 
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